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In the era of intense competition and globalization factors, the survival of the individual firms 
depends on their abilities to enhance their competitive advantage in the global market.  Quality 
has emerged as a strategic competitive tool for organizational success in the domestic and 
international market.  Many concepts and techniques have been adopted to improve the 
standard of service and quality of products.   Many organizations have reviewed that an 
effective quality management can enhance their competitive abilities and provide strategic 
advantages in the marketplace.  And the most popular quality management system is ISO 9000.  
Moreover, ISO 9000 quality management system is designed to provide the support and 
mechanism to ensure quality product. There are researches conducted on the area of ISO 9000 
and its implication towards organizational performance.  However, the research findings seem 
contradicting.  These contradict findings may result from different reasons such as the level of 
management commitment, the type of performance being used and also due to its level of 
adoption.  The intention of the organization ISO 9000 certification rather mixed between 
internal intention and external forces (customer requirements).  Due to the mixed intention, it 
will influence the level of ISO 9000 adoption.  Some organization just implement the basic 
requirement of ISO 9000 for the sake of conformance purposes but there are organizations that 
really take advantage of ISO 9000 and implement more than ISO 9000 requirements.  Due to 
that, this paper will propose two models; ISO 9000 conformance model and ISO 9000 as 
performance model.  
 





Many organizations realized  that its survival in the business world depend highly on producing a 
competitive product.  Holding a competitive advantage over rival firms is believed to be the source 
of achieving superior business performance (Day, 1994; Khalil, 2000).  In order to achieve superior 
business performance the producers are required to focus on important factors such as technological 
capability, product quality, adherence to standards and rapid response (Hung & Tang, 2008).   
 
Quality has emerged as a strategic competitive tool for organizational success in the domestic and 
international market (Kartha, 2004).  Many concepts and techniques have been adopted to improve 
the standard of service and quality of products.   Many organizations have reviewed that an 
effective quality management can enhance their competitive abilities and provide strategic 
advantages in the marketplace (Anderson, Rungtusanatham, & Schroeder, 1993).  In the light of 
this, it is vital for organizations to develop or adopt an effective Quality Management System very 
often associated with ISO 9000 series (Rohitratana & Boon-itt, 2001).  
 
Quality management system is referred to as a business management system that can be applied to 
all business sectors and all sizes of companies (ISO, 2009; Magd, 2008).  Moreover, quality 
management systems are designed to provide the support and mechanism for the effective 
accomplishment of quality-related activities in organizations.  ISO 9000:2000 is one of the well 
known quality management system.  ISO 9000 standards series is always considered as a base 
towards the total quality management (Chow-Chua, Goh, & Wan, 2003; Franceschini, Galetto, & 




ensure that a basic quality system is in place to enhance and facilitate trade.  ISO 9000 registration 
does not guarantee the quality of product but rather ensure the consistency of product produce (Han, 
K.Chen, & Ebrahimpour, 2007).  
 
ISO 9000 quality management system is used worldwide by both large and small organizations.  It 
has been adopted in 176 countries, with 982,832 certifications world wide (ISO, 2008b). The 





Figure 1: Worldwide Growth of ISO 9000 (Growth %), Source : The ISO Survey of Certification 
2008 
 
Due to the wide acceptance of ISO 9000 has led to considerable interest in the research literature. 
Empirically, ISO 9000 has been proven to help the improvement of performance of the organization 
(Zain & Ahmad, 2000).  While (Feng, Terziovski, & Samson, 2008) stated that there are some 
conflicting findings on the bottom-line effects of ISO certification and the practices which lead to 
successful implementation. This conflicting result may due to the commitment to implement the 
ISO 9000 requirements.  As suggested by (Lee, To, & Yu, 2009) organization can be classified into 
cluster in which some organizations implement the principles of ISO 9000 to the extent that 
certification can be obtained (conformance base) and some organizations implement the principles 
to level beyond the standard requirements (performance base).  However this study is an 
exploratory work with a limited sample size.  Due to that this study will extend this idea to 
empirically test the relationship between the conformance model, performance model and its impact 
on organizational performance in manufacturing automotive industry. 
 
In Malaysia, the manufacturing industry was the first sector answering the calls for the 
implementing of ISO 9000 (Idris, W.McEwan, & N.Belavendram, 1996).  Quality management 
system like ISO 9000, QS 9000 and TS16949 are not new to automotive industries. The automotive 
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manufacturing sector.  It has been earmarked to boost the industrialization process so that Malaysia 
can be a developed nation by 2020 (Arshad, 2002).  This is in line with Third Industrial Master Plan 
(IMP3), 2006-2020, has given emphasis on the development in Malaysia, of a viable production, 
and distribution centre, for automotive vehicles, and parts and components, in the region. The 
development of the automotive industry, has contributed to the economic performance of the 
country, in terms of the generation of employment, and the growth of supporting industries , along 
the automotive industry's long value chain (MITI, 2008). 
 
STUDIES RELATED TO ISO 9000 
 
There are numerous studies have been undertaken since ISO 9000 established in 1987 on different 
issues.  ISO 9000 has gone through the development from the era of inspection to quality control 
and change to era quality assurance under ISO 9001, 2 and 3.  In Dec 2000 ISO Technical 
Committee published the new standard which is based on eight quality management principals 
(Sun, Li, & Ho, 2004).  ISO 9001:2008 is the latest version with some amendments was published 
in November 2008. Due to its continuous development various issues regarding ISO 9000 have 
been discussed in literature such as motives of ISO 9000 certification, the benefit derived from the 
ISO 9000 implementation, the ISO 9000 criticism, its impact on organizational performance and its 
relationship with total quality management (TQM)(Psomas & Fotopoulos, 2009) .  The Table 1 
below summarized the field studies related to ISO 9000.     
 
Motives of ISO 9000 
ISO 9000 certification motives can be classified into two categories; that are internal and external 
motivations.  Internal motivations are related with desire to improve corporate image and quality, 
improvement of internal procedures (Brown, Wiele, & Loughton, 1998; D.Lipovatz, F.Stenos, & 
A.Vaka, 1999; Jones, Arndt, & Kustin, 1997; Llopis & Tari, 2003; Poksinska, Dahlgaard, & 
Antoni, 2002; Torre, Adenso-Diaz, & Gonzalez, 2001).  While external motivations are mainly 
related with customer pressure (D.Lipovatz, et al., 1999; Douglas, Coleman, & Oddy, 2003; Mo & 
Chan, 1997).  Marketing purposes also motivate companies seek for certification (Buttle, 1997). 
 
The motives for certification for ISO 9001:1994 version and ISO 9001:2000 versions are almost the 
same(In˜aki & Landı´n, 2006) revealed that the main reasons companies implement ISO 9001:2000 
standards are the following: customers’ request, the company’s quality image, efficiency and 
control improvement, market share increase, quality of products and services, corporation level 
decision, to start the way towards TQM and diminish defects.  In line with their opinion is the 
finding from the study of (Poksinska, Eklund, & Dahlgaard, 2006) where customer request is the 
main factor for organization to seek certification.  While (W. Y. Jang & C. I. Lin, 2008; Magd, 
2008; Prajogo, 2008) found that the main motivators for seeking ISO certification were the 
improvement of the quality system efficiency and customer satisfaction. 
 
The study of (Casadesus & Karapetrovic, 2005) revealed no significant differences between ISO 
9001/2/3:1994 and ISO 9001:2000 certified companies in terms of the main motivation factors for 
being certified.  (Poksinska, et al., 2006) conclude that the motives of certification factors lead to 
consistent conclusion that in is due to internal and external pressure. However the external factors 











Table 1:  Studies in the field 
Authors Surveyed companies Country 
Issues Examine 
Motives Benefits Difficulties Approach TQM 
(Magd, 2008) 70 Egypt √ √ √   
(Feng, et al., 2008) 613 Australia and 
New Zealand 
 √  √  
(W.-Y. Jang & C.-I. Lin, 
2008) 
441 Taiwan √ √  √  
(Lin & Jang, 2008) 441 Taiwan  √  √  
Prajogo (2008) 1 Australia √ √ √   
Martinez-Costa and 
Martinez-Lorente (2007) 
713 Spain  √    
Terziovski and Power 
(2007) 
400 Australia  √  √ √ 
Gotzamani et al (2007) 95 Cyprus √ √ √  √ 
Parl et al (2007) 37 Korea √   √  
(Boiral & Roy, 2007) 872 Canada √ √ √   
Zeng et al (2007) 156 China   √   




 √    
(Poksinska, et al., 2006) 3 Sweden √ √  √  
Magd (2006) 105 Saudi Arabia  √ √  √ 
Singh et al (2006) 306 Australia √ √ √   




√ √ √   
Casadesus and 
Karapetrovic (2005) 
399 Spain √ √ √   
Tari (2005) 106 Spain     √ 




  √   
(Kostagiolas & Kitsiou, 
2007) 
69 Greek √ √ √   
 





The Benefit Derived from ISO 9000 
 
ISO 9001 certification benefits can be also classified into external and internal categories 
(Sampaio, Saraiva, & Rodrigues, 2009).  The external benefits more related to improvements 
in term of marketing and promotional aspects, while internal benefits are related with 
organizational improvements (Buttle, 1997; D.Lipovatz, et al., 1999; Poksinska, et al., 2002; 
Sampaio, et al., 2009).  Among the external and internal benefits extracted from literature are 
listed in Table 2 below. 
 
Table 2 : Most commonly stated ISO 9001 certification benefits reported in the literature 
External benefits Internal benefits 
 Access to new market  Improved internal procedures 
 Improve corporate image  Quality awareness improvement 
 Market share improvement  Productivity improvement 
 ISO 9000 certification as a 
marketing tool 
 Product defect rate decrease/ cost 
reduction 
 Awareness Customer relationship 
improvements 
 Improved employee morale 
 Customer satisfaction  Delivery times improvement 
 Environmental improvement  Internal communication 
improvement 
  Product quality improvement 
  Competitive advantage improvement 
  Customer complaints decreases 
  Internal organization improvement. 
 
The perceived benefits derived from ISO 9001:2000 not much different from the ISO 
9001:1994 version. Among the benefits derived from the ISO 9001:2000 study likes improved 
documentation and efficiency of the quality system (Magd, 2008).  (Magd, 2006)showed that 
three most important benefits achieved were improved efficiency of the quality system, better 
documentation procedures and increased quality awareness in the companies.  While (Bhuiyan 
& Alam, 2005b) identified one of the perceived benefits of ISO 9001:2000 beside mention in 
Madg (2006,2008) is improved customer confidences. 
 
ISO 9000 and implementation barriers 
The implementation of ISO 9000 certification does not come without a risk factor and 
organizations should review the benefits and drawbacks of ISO 9000 certifications as the 
implementation and the impact of ISO 9000 standards can vary from organization to 
organization and from country to a country, and these variations exists due to the various 
organizational contexts/variables and the state of countries awareness of quality management, 
their commitment in helping organizations in implementing quality management tools and 
techniques, and countries infrastructure/readiness (Magd, 2008).  
 
The companies surveyed by (Magd, 2008) perceived top management commitment and the 
lack of qualified personnel to be the major barriers for the effective implementation of ISO 
90001. Many other studies like (Poksinska, et al., 2002; Poksinska, et al., 2006) confirmed the 
importance of top management commitment for the success of the QMS .  While (Terziovski, 
Power, & Sohal, 2003) in their study found that the motive for adopting ISO 9000 certification 
and the maturity of the quality culture are significant to improve business performance. 
Another barrier found by  (Zeng, Tian, & C.M.Tam, 2007) is the short-sighted goal for 
“getting certified”, the over-expectation on ISO 9001 standard, the mandatory requirement 
(not wholehearted commitment) in some industries and following the latest trend in 








The ISO 9000 and organizational performance 
There are many researches conducted to examine the impact of ISO 9000 certification towards 
organizational performance.  The finding reveals some conflicting results on the effects of ISO 
9000 certification and practices on organization performance. For example (Corbett, Montes-
Sancho, & Kirsch, 2005) found out that ISO certification improved financial performance.  
(Feng, et al., 2008) use three basic components of implementing the standard, that are: 
planning for ISO 9001 certification, organizational commitment, and implementing 
procedures. Organizational performance was measured in two dimensions, namely operational 
performance (related to organization’s internal operation, such as productivity, product 
quality, and internal customer satisfaction) and business performance (related to financial and 
marketing such as sales growth, profitability, and market share). The results showed a positive 
and significant relationship between the certification practices (implementation, organizational 
commitment, and planning) and operational performance. However, the relationship between 
these practices and business performance was found to be positive but not significant. 
Organizational commitment to certification was found to be most strongly related to 
operational and business performance. While findings from the study of (Lin & Jang, 2008) 
revealed a comprehensive ISO 9001 model that was supported by four key constructs such as 
top management support, quality planning, employee involvement and continuous 
improvement lead to positive impact on business performance.  (W. Y. Jang & C. I. Lin, 2008) 
conduct a survey on 1,668 companies with ISO 9000 certification and use SEM (structural 
equation model) to examine the relationship between ISO 9000 motivation and ISO 9000 
implementation depth and how implementation depth influences firm performance.  The result 
showed that a positive relationship exists between the extent to which companies implement 
ISO 9000 and firm performance. Additionally, internal motivation fully mediates the 
relationship between external motivation and ISO implementation depth.  
 
Naser, Karbhari, and Mokhtar  (2004) uses four different measures of company performance, 
ROS, LS, FCF and EVA, to examine the relation with company performance. They study 
sampled 162 public listed companies on the KLSE for the period 1996-2001. It is found that 
ROS and EVA determine the performance of the Malaysian listed companies.  In the context 
of the financial effects of ISO 9000 registration, they find an association between ISO 9000 
registration and performance of companies in Malaysia. The analysis reveals that accredited 
Malaysian companies outperformed the non-accredited.  
 
However some other studies have shown that implementing ISO 9001 does not appear to led 
to improved financial performance of organizations (Aarts & Vos, 2001). Others like 
(Terziovski, Samson, & Dow, 1997) conduct researched on Australian and New Zealand 
manufacturing companies to test the relationship between ISO 9000 certification and 
organizational performance in the presence and absence of total quality management 
environment. And found that ISO 9000 certification does not have a significantly positive 
relationship with organizational performance in either the presence or absence of a TQM 
environment.  
 
The survey conducted on Spanish manufacturing companies revealed that that certification has 
a negative effect on company results, mainly on earnings and ROA(Martı´nez-Costa & 
Martı´nez-Lorente, 2007).  This result support the findings of (Singels, Ruel, & Water, 2001) 
who found that certified companies had worse average cost savings, rate of sales growth, rate 
of market share growth and rate of net benefit growth when compared with non-certified 
companies. (Martı´nez-Costa & Martı´nez-Lorente, 2007) conclude that there is no true 
evidence that the ISO 9001 really works because the survey results are contradictory and 








ISO 9000 CONFORMANCE BASE MODEL 
 
The ISO 9000 was established with the purpose to ensure consistency of product produce to 
meet customer requirement and customer satisfaction and it is a powerful instrument 
(Poksinska, et al., 2002). ISO 9000 standards also become a basis for the organization to 
embark on other quality management concept and excellence award such as Total Quality 
Management (TQM) and quality awards like Malcolm Baldridge National Quality Award, 
European Quality Model and others.  However there are two perspectives toward ISO 9000 
standards, referred to by Gotzamani and Tsiotras (2002) as the optimistic and pessimistic 
views.   
 
However (Lee, et al., 2009) in their research suggested that organization can be classified into 
two cluster that are those who implement ISO 9000 just for certification purposes and another 
group implement beyond the requirement.  He also indicate that firms with a high level of 
adoption in the ISO 9000 principles outperformed in term of performance compare to those 
with a relatively lower level of adoption.  While (Boys, Karapetrovic, & Wilcock, 2004) also 
classified the organization into optimistic and pessimistic. The optimistic believed that the 
standards serve as the beginning of a total quality management (TQM) program.  While the 
pessimistic views holds that conformance to the ISO 9000 standard cannot be considered true 
commitment to quality on the part of management because the of the force of external party 
not for quality improvement  This perspective also believe that ISO 9000 implementation may 
lead to excessive emphasis on the documented procedures and less emphasis on exceeding 
their requirements.  There this paper will discuss the two types of ISO 9000 into conformance 
base model and performance base model and their relationship with organizational 
performance. 
 
As suggested by (Naveh & Marcus, 2004) in their study stated that the reasons that 
management standards such as ISO 9000 do not lead to performance improvement is problems 
in how they used it.  Therefore in their study, they examines the extent to which variations in 
use of ISO 9000 is associated with improved organizational performance by measuring the 
levels of use with the variables assimilation and going beyond.  The result from the data 
analysis from US and Canada companies showed that the greater the degree of ISO 9000 
assimilation and efforts to go beyond the minimum requirements of the accreditation agency 
are associated with improved operational and business performance.  
 
Conformance is define as ‘the fact of following the rules or standard’ by Oxford Advance 
Learner’s Dictionary.  Manufacturing organizations define conformance as ‘follows an 
unbroken sequence of operations form beginning to end for successfully meeting the 
requirements’(Barringer, 1995). In other words conformance to requirement is in line with the 
definition of quality. In the contact of quality management conformance is referring to 
meeting the minimum requirement of ISO 9000 was standard.  Minimum requirement is just 
enough to get through the certification.  The organization be able to receive the certification 
stated that the organization was successfully implemented ISO 9000 with the specified scope.  
For ISO 9001:2008 there are five main clauses and followed by sub clauses.  The clauses are 
quality management system (overall), management responsibility, human resources, product 
realization and measurement, analysis and improvement (ISO, 2008a).  In the ISO 9000 
clauses the word ‘shall’ is referred to the important items need to be implemented.  The 
organization need to implement this in order to successfully certified. This is referred to the 
minimum requirement.  However the ISO 9001:2008 clauses are very general, it does not 
describe how to implement it and it’s up to creativity of the organizations.  Therefore the 
conformance base model is referred to the meeting the minimum requirement of ISO 
9001:2000.  Figure 3 shows the position of conformance model.   
 
As mention earlier by implementing the minimum requirement the organization unable to 





Naveh & Marcus, 2004). However there are limitations in these studies.  For example how the 
organization goes about the assimilation process, such as the level of employee involvement 
and financial resources was not considered which it is significant in implementation of ISO 
9000.  Going beyond in (Naveh & Marcus, 2004) examine only from company’s point of view 
and not from another point of view, such as external auditors or customers.  Moreover (Naveh 
& Marcus, 2004) only use to examine ISO 9000.  
 
While (Lee, To, & Yu, 2009) develop the questionnaires based on the document “Quality 
management principles provided by ISO (ISO, 2008), which describes the 8 principles of ISO 
9000:2000.  This study is an exploratory work with limited sample size, due to that more 
rigorous instrument validation methods including exploratory factor analysis and confirmatory 
factor analysis were not undertaken.  This study was based on a cross-sectional questionnaires 
survey, cause and effect relationships between ISO 9000 and performance outcomes or 
contextual factors cannot be established.  Since this study was conducted on service industry, 
one of the quality management principles “process approach” was excluded from the 
questionnaires.     
 
Both of the studies do not consider the elements in the ISO 9004 the guideline for 
performance improvement.  Due to that the objectives of this paper is to examine the levels of 
ISO 9000 adopted in the organization with the level of performance achieved by the 
organization.  The level of adoption can be assimilate or go beyond the ISO 9000 
conformance to performance model. Performance model will incorporate the standards 
requirements, guidelines and other quality tools in organizational practices.    
 
ISO 9000 PERFORMANCE BASE MODEL 
 
ISO 9001 and ISO 9004 were created as a ‘consistent pair” of standards (Boys, et al., 2004).  
This ISO 9004 guideline has been developed to maintain consistency with ISO 9001 and be 
compatible with other management system standards. From the initial publication of the ISO 
9000series in 1987, ISO 9004 served as guidance for achieving improved performance.  Quite 
naturally, with the pressure of certification audits to ISO 9001, ISO 9004 has been ignored and 
few are aware of its existence.  
 
During the 1994 revision of ISO 9000 series, one of the changes was the alignment between 
ISO 9004 and ISO 9001 in order to allow integration of the two standards.  While the revision 
in year 2000, ISO 9004 uses a broader perspective of quality management to give guidance for 
performance improvement.  While ISO 9001:2000 aims to give quality assurance of product 
and to enhance customer satisfaction (ISO, 2000).  The latest revision of ISO 9004 was taken 
place in year 2009.  This revision has changed it focus from performance improvement to 
sustainable success of an organization.   The purpose of this ISO 9004:2009 is o help 
organizations who are users of ISO 9001 obtain long term benefit from the implementation of 
a more broad-based and in-depth impact quality management system.  Its address the needs 
and expectations of all relevant interested parties and provide guidance for the systematic and 
continual improvement of the organization’ s over all performance (ISO, 2009). The Table 2.2 
below shows the evolution of ISO 9001 and ISO 9004. 
 
Table 2.2  Evolution of ISO 9001 and ISO 9004 
Revision Year ISO 9001 ISO 9004 
1994 ISO 9001,ISO 9002, ISO 
9003:1994-  
ISO 9004-1:1994 
2000 ISO 9001:2000 Quality 
Management Systems - 
Requirements 
ISO 9004:2000 Quality Management 
Systems – Guidelines for performance 
improvements 
2008 & 2009 ISO 9001:2008 Quality 
Management Systems - 
Requirements 
ISO 9004:2009 Managing for the 
sustained success of an organization – 
A quality management approach 
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adoption and also will be a guideline what they need to do in order to outperform their 
organizational performance by using ISO 9000 as a tool. 
 
Hopefully this study will able to fill in the knowledge gap in the area of quality management 
system especially the role of ISO 9004 in assisting the organizations to outperform their 
performance and make them closer to achieve business excellence or TQM since they are ISO 




Aarts, F. M., & Vos, E. (2001). The impact of ISO registration on New Zealand firm's 
performance: a financial perspective. The TQM Magazine, Vol 13(No.3), 180-191. 
Anderson, J. C., Rungtusanatham, M., & Schroeder, R. G. (1993). A theory of quality 
management underlying the Deming management method. Academy of Management 
Review, Vol 19(No. 4), 472-509. 
Arshad, S. I. (2002). V. Malaysia Retrieved 09 Mar, 2010, from 
http://www.unescap.org/tid/publication/part_two2223_mal.pdf 
Barringer (1995). Conformance. The Blacksmith's Anvil. 
Bhuiyan, N., & Alam, N. (2005a). A case study of a quality system implementation in a small 
manufacturing firm. International Journal of Productivity and Performance 
Management, Vol 54(No. 3), 172-186. 
Bhuiyan, N., & Alam, N. (2005b). An Investigation into Issues Related to the Latest Version 
of ISO 9000. Total Quality Management, Vol 16(No 2), 199-213. 
Boiral, O., & Roy, M.-J. (2007). ISO 9000: intergration rationales and organizational impacts. 
International Journal of Operation & Production Management, Vol 27(No. 2), 226-
247. 
Boys, K., Karapetrovic, S., & Wilcock, A. (2004). Is ISO 9004 a path to business excellence? 
Opinion of Canadian standards experts. International Journal of Quality & Reliability 
Management, Vol 21(No.8), 841-860. 
Brown, A., Wiele, T. v. d., & Loughton, K. (1998). Smaller enterprises' experiences with ISO 
9000. International Journal of Quality & Reliability Management, Vol 15(No. 3), 273-
285. 
Buttle, F. (1997). ISO 9000: marketing motivations and benefits. International Journal of 
Quality & Reliability Management, Vol 14(No. 9), 936-947. 
Casadesus, M., & Karapetrovic, S. (2005). An empirical study of the benefits and costs of ISO 
9001:2000 compared to ISO 9001/2/3:1994. Total Quality Management, Vol 
16(No.1), 105-120. 
Chow-Chua, C., Goh, M., & Wan, T. B. (2003). Does ISO 9000 certification improves 
business performance? International Journal of Quality & Reliability Management, 
Vol 20(No. 8). 
Corbett, C. J., Montes-Sancho, M. J., & Kirsch, D. A. (2005). The Financial Impact of ISO 
9000 Certification in the United States: An Empirical Analysis. Management Science, 
Vol 15(7), 1046. 
D.Lipovatz, F.Stenos, & A.Vaka (1999). Implementation of ISO 9000 quality systems in 
Greek enterprises. International Journal of Quality & Reliability Management, Vol 
16(No 6), 534-551. 
Day, G. (1994). The capability of market driven organizations. Journal of Marketing, Vol 
58(4), 37-52. 
Douglas, A., Coleman, S., & Oddy, R. (2003). The case for ISO 9000. The TQM Magazine, 
Vol 15(No 5), 316-324. 
Feng, M., Terziovski, M., & Samson, D. (2008). Relationship of ISO 9001:2000 quality 
system certification with operational and business performance. A survey in Australia 
and New Zealand-based manufacturing and service companies. [Research paper]. 





Franceschini, F., Galetto, M., & Cecconi, P. (2006). A worldwide analysis of ISO 9000 
standard diffusion. Consideration and future development. Benchmarking An 
International Journal, Vol 13(No.4), 523-541. 
Gotzamani, K. D., & Tsiotras, G. D. (2002). The true motives behind ISO 9000 certification. 
Their effect on the overall certification benefits and long term contribution towards 
TQM. International Journal of Quality & Reliability Management, Vol 19(2), 151-
169. 
Han, S. B., K.Chen, S., & Ebrahimpour, M. (2007). The Impact of ISO 9000 on TQM and 
Business Performance. Journal of Business and Economic Studies, Vol 13(No.2). 
Hung, S.-W., & Tang, R.-H. (2008). Factors affecting the choice of technology acquisition 
mode: An empirical analysis of the electronic firms of Japan, Korea and Taiwan. 
[Research paper]. Technovation, 28, 551-563. 
Idris, M. A., W.McEwan, & N.Belavendram (1996). The adoption of ISO 9000 and total 
quality management in Malaysia. The TQM Magazine, Vol 8(No.5), 65-68. 
In˜aki, H. S., & Landı´n, G. A. (2006). A Delphi study on motivation for ISO 9000 and 
EFQM. International Journal of Quality & Reliability Management 
Vol 23(No.7). 
ISO (2000). MS ISO 9004:2000 Quality Management System - Guidelines for performance 
improvements. Department of Standards Malaysia. 
ISO (2008a). International Organization for Standardization: Quality Management Systems-
Requirements. ISO 9001:2008, ISO, Geneva. 
ISO (2008b). The ISO Survey of Certifications 2008. 
http://www.iso.org/pressrelease.htm?refid=Ref1178. 
ISO (2009). International Organization for Standardization: Managing for the sustained 
success of an organization - A quality management approach. ISO 9004, ISO, Geneva. 
Jang, W.-Y., & Lin, C.-I. (2008). An integrated framework for ISO 9000 motivation, depth of 
ISO implementation and firm performance. The case of Taiwan. Journal of 
Manufacturing Technology Management, Vol 19(No. 2). 
Jang, W. Y., & Lin, C. I. (2008). An integrated framework for ISO 9000 motivation, depth of 
ISO implementation and firm performance. Journal of Manufacturing Technology 
Management, Vol 19(No.2). 
Jones, R., Arndt, G., & Kustin, R. (1997). ISO 9000 among Australian companies: impact of 
time and reasons for seeking certification on perceptions of benefits received. 
International Journal of Quality & Reliability Management, Vol 14(No.7), 650-660. 
Kartha, C. P. (2004). A comparison of ISO 9000:2000 quality system standards, QS9000, 
ISO/TS 16949 and Baldrige criteria. The TQM Magazine, Vol 16(No. 5), 331-340. 
Khalil, T. M. (2000). Management Of Technology The Key To Competitiveness And Wealth 
Creation: Mc Graw Hill. 
Kostagiolas, P. A., & Kitsiou, M. B. (2007). Issues and perceptions for ISO 9000 
implementation in Greek academic libraries. Library Management, Vol 29(No 6/7), 
583-599. 
Lee, P. K. C., To, W. M., & Yu, B. T. W. (2009). The implementation and performance 
outcomes of ISO 9000 in service organizations. An empirical taxanomy. International 
Journal of Quality & Reliability Management, Vol 26(No.7), 646-662. 
Lin, C.-I., & Jang, W.-Y. (2008). Successful ISO 9000 implementation in Taiwan.  How can 
we achieve it, and what does it mean? International Journal of Productivity and 
Performance Management, Vol 57(No 8), 600-622. 
Llopis, J., & Tari, J. J. (2003). The importance of internal aspect in quality improvement. 
International Journal of Quality & Reliability Management, Vol 20(No.3), 304-324. 
Magd, H. A. E. (2006). An investigation of ISO 9000 adoption in Saudi Arabia. Managerial 
Auditing Journal, Vol.21(No.2), 132-147. 
Magd, H. A. E. (2008). ISO 9001:2000 in the Egyptian manufacturing sector:perceptions and 






Martı´nez-Costa, M., & Martı´nez-Lorente, A. R. (2007). A triple analysis of ISO 9000 effects 
on company performance. International Journal of Productivity and Performance 
Management, Vol.56(No. 5/6), 484-499. 
MITI (2008). Opening Of The Malaysian Automotive Association's New Office, Ara 
Damansara (Thursday, 21 February 2008, 9.30 am), from 
http://www.miti.gov.my/cms/content.jsp?id=com.tms.cms.article.Article_7cffba1a-
c0a81573-11c011c0-34fd0b7c 
Mo, J. P. T., & Chan, A. M. S. (1997). Strategy for the successful implementation of ISO 
9000 in small and medium manufacturers. The TQM Magazine, Vol 9(No. 2), 135-
145. 
Naveh, E., & Marcus, A. A. (2004). When Does the ISO 9000 Quality Assurance Standard 
Lead to Performance Improvement? Assimilation and Going Beyond. IEEE 
Transactions on Engineering Management, Vol 5(3). 
Poksinska, B., Dahlgaard, J. J., & Antoni, M. (2002). The state of ISO 9000 certification: a 
study of Swedish organizations. The TQM Magazine, Vol 14(No.5), 297-306. 
Poksinska, B., Eklund, J. A. E., & Dahlgaard, J. J. (2006). ISO 9001:2000 in small 
organisations. Lost opportunities, benefits and influencing factors. International 
Journal of Quality & Reliability Management, Vol 23(No. 5), 490-512. 
Prajogo, D. I. (2008). The sustainability of ISO 9001 in a legal service organisation. The 
Service Industries Journal, Vol 28(No.5), 603-614. 
Psomas, E. L., & Fotopoulos, C. V. (2009). A meta analysis of ISO 9001:2000 research - 
findings and future research proposals. International Journal of Quality and Service 
Sciences, Vol 1(No 2), 128-144. 
Rohitratana, K., & Boon-itt, S. (2001). The implementation of ISO 9000 in Thai seafood 
processing industry: an empirical study. Integrated Management: Proceedings of the 
6th International Conference on ISO 9000 and TQM, 447-482. 
Sampaio, P., Saraiva, P., & Rodrigues, A. G. (2009). ISO 9001 certification research: 
questions, answers and approaches. International Journal of Quality & Reliability 
Management, Vol 26(No 1), 38-58. 
Singels, J., Ruel, G., & Water, H. v. d. (2001). ISO 9000 series Certification and performance. 
International Journal of Quality & Reliability Management, Vol 18(1), 62-75. 
Sun, H., Li, S., & Ho, K. (2004). The trajectory of implementing ISO 9000 standards versus 
total quality management in Western Europe. International Journal of Quality & 
Reliability Management, Vol 21(No.2), 131-153. 
Terziovski, M., Power, D., & Sohal, A. S. (2003). The longitudinal effects of the ISO 9000 
certification process on business performance. European Journal of Operational 
Research, 146. 
Terziovski, M., Samson, D., & Dow, D. (1997). The business value of quality management 
systems certification. Evidence from Australia and New Zealand. Journal of 
Operations Management, 15(1), 1-18. 
Torre, P. G., Adenso-Diaz, B., & Gonzalez, B. A. (2001). Empirical evidence about 
managerial issues of ISO certification. The TQM Magazine, Vol 13(No.5), 355-360. 
Zain, Z. M., & Ahmad, Z. A. (2000). Total quality management practice in Malaysia: how 
much is written? Malaysian Management Review, 35(1), 51-58. 
Zeng, S. X., Tian, P., & C.M.Tam (2007). Overcoming barriers to sustainable implementation 
of the ISO 9001 system. Managerial Auditing Journal, Vol 22(No. 3), 244-254. 
 
 
 
 
 
 
 
  
